Interview Guide: Geek Squad Agent (Tech Profile) 


Live Interview Steps for AM 


This guide provides examples of interview structure and questions to consider when conducting your interview, as 
well as what to look for in successful candidates. 


1. Prepare for the interview 
& Review the Conducting a Quality Interview Job Aid (in Unicru next to the Interview Guides). 
& Contact the candidate using the Phone Invite For Interviews guide (in Unicru next to the Interview 
Guides). 
& Determine which questions you will ask for each category for the first, second and/or panel interview. 
Choose 6-9 questions — at least one per category. Review the candidate's bio to match questions to the 


candidate based on the job description and requirements. 


& Prepare your interview team keeping in mind Best Buy's commitment to diversity. Coordinate the 
questions so that you get a complete look at the candidate and the candidate receives a consistent and 


professional experience. 


2. Conduct the interview 


& Introduce yourseif and describe what will happen during the interview 
- Confirm the length of the interview. 
— There will be an interview activity. 
~ You will ask questions about skills, knowledge, and experiences as they relate to the job, and that 
you are looking for specific examples. 
— . You will be taking notes during the interview. 
— There will be time to ask questions at the end. 


& Conduct an individual activity to determine the candidate's ability to build relationships 
Use Interview Activities to Measure Relationship Building {in Unicru next to the Interview Guides). 


& Interview the candidate 

— Remember legal dos and don'ts (see Conducting a Quality Interview Job Aid located in Unicru). 
Each question has a sample list of behaviors that describes weak, solid and strong performance. This 
list is not intended to be complete, but a guide of what to look for in successful candidates. 
Ask follow-up questions if you need more detail to determine how a candidate specifically exemplifies 
those qualities. 


$ Conclude the interview 

Describe the job realistically and provide the candidate the opportunity to ask questions. 

Collect and complete the Availability Form and Reference Check information in this guide. 

Thank the candidate for his or her interest in the organization and the position, explain next steps and 
anticipated timelines in the hiring process. 


3. Evaluate the candidate 
& Use the interview Summary in this guide to summarize the interview and make recommendations 
concerning the candidate. Attach all forms/notes to this guide. 


@ Save this guide. After the hiring decision has been made, keep all interview notes on file for one year. 
Interview notes must be retained for all candidates who completed the interview process (not only those 
who were hired). Some recruiters may request that you give them your notes. Consider your notes to be 


legal documents. 
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AM Interview General Questions — Geek Squad Agent (Tech Profile) 


1. Technical Acumen/Attention to Detail (for technical positions only) -choose one question 
& Has a personal passion for understanding how computers work, how to fix them, and the tools available 
Are the "go to" people as they are experts in their field 


Is good about leaving information that shows what they have done for the customer and how they have done it 


5 

& Keeps their area organized and uncluttered and is very detail oriented 
(5 

5 


Views tracking customer information as important and even though it can be redundant and tedious, ensures that it is 


done and done well 


Thinks they 
Example indicates that others don't 
see them as competent as they see 
themselves 

& Does not care about being expert 


ae 


ydo | 


Is confident in their ability 
& Examples indicate that others are 
also confident in their ability 

E Strives to really understand their 
fiekl and develop competence 


arrogant 

E Examples indicate that people are 
confident in their ability to show as 
wel! as teach 

& Places importance on developing 

competence in themselves and 

others 


me; comput 

& Did not have examples of this 

E Had to use multiple other resources 
for information 

& — Was not able to describe it/use the 


correct terminology 


Notes: 


d you; 
& Able to very clearly explain their 
process 
Used a logical approach 
Used appropriate terminology 


mam 


2. Interpersonal Relations and Communication (choose one question) 
& Able to easily start and carry on a conversation 
& Displays an outgoing, friendly personality that puts customers and co-workers at ease 
& Good at building on-going relationships with customers and co-workers 
* 


& Able to give multiple examples that 
show their competence 

E Used a logical and creative 
approach 

ë Used appropriate terminology while 


ensuring they were understandable 


Weak 


Waited for people to talk to them 
Felt uncomfortable 
Was not able to cany the conversation 


eee 


9 Jumped right into the conversation 
& Took initiative to talk with people 
6 Felt comfortable — ikes those kinds of 


€ Gave examples of speaking with multiple 
individuals. 

€ Built on-going relationships with people in 

the group 


situations 


€ Notable to give an example € Focused on finding something in Able to give multiple examples of 
© Does not know anyone much different common to talk about reaching out to others using different 
€ Does not like to be around people who @ Really tried to understand where the approaches 
are different person was coming from © Enjoys getting to know others and 
building relationships with people like this 
€ Seeks to understand where the person 
was coming from and then was able to 
adapt to them 
Notes: 
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3. Customer Focused (choose one question) 


Is focused on building lasting relationships to exceed customer expectations and discover unmet needs 
Determined to create a positive experience for the customer every time 


« 
Weak Solid - 
| How sould you des iyd work wh: 


Views the customer as a "nuisat 


Does just what is needed — doesn't 
exceed customer expectations 
Views customer service as just doing 
exactly what the customer is saying 
and not looking beyond to what they 
eed 


Sees the customer as their job 

Strives to meet or exceed customer 
expectations 

Uses a thoughtful process to determine 
the real need and not just what the 
customer is saying 


Blamed the customer for the issues 


$ $ 
& Was not able to leam anything 
meaningful from the situation 
& Was not able to tum the situation into a E 
positive experience E 


Seeks situations where they work 
Customers 

Feels it is important to consistently 
exceed customer expectations 

Able to give the customer muitiple 

options as part of their customer 

ser 


eenen 


appropriate responsibility for what | & 
they could have done differently with the 
customer E 
Described what they leamed 
Tumed the situation into a positive E 
experience 


Believes the customer is always right and 
behaves accordingly 

Described how they took what they 
leamed and used it with other customers 
Turned the situation into a positive and 
was able to articulate how this affected 
the way they dealt with people in the 
future 


jou ji e An e) peers 
& Could not understand why someone may | & — May not completely understand but could | & — Could empathize with the customers’ 
not be comfortable/ had no experience empathize at some level/ had some feelings/ had been in the situation before 
with it experience & Used the time to give information as welt 
E Did not have any ideas for howto make | & Described the need to give customer's as teach 
them more comfortable information about what they are doing at 
all times 
Notes: 
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4. Communication (for technically oriented positions only) -choose one question 
E Has the ability to articulate what they do and how they do it using terms the customer would understand 


Describe how they adjusted their Started with understanding how the 
understanding of the client language tc meet the person's person would be using the computer 
Tried to teach too much, too quickly needs ~ tailored the message from there 
Person was frustrated Took a step by step approach Took a step by step approach and used 
The person understood active listening to ensure the person 
was tracking 
The person understood and asked them 


the future 


& Notable to describe the basics effectively | E fescril ics t Desci le basics using layman's 
— was too technical or simplistic & Took accountability for making sure they terms 

É Blamed the other person for nat being described things in an understandable & Used active listening to make sure the 
able to understand way person was tracking 

& Was not successful & Was successful E — Was successful and this person came 


back to them in the future as a resource 


Notes: 


5. Results Oriented (choose one question) 
E Self molivated to achieve results 
& Enjoys working independently 
& Sets goals and then achieves those goals 
& Takes pride in achieving results 
& Oriented towards solving problems using their knowledge and experience 
«— 


Solid 


Weak. 


Hasn't set any goals g is able to easily articulate goals and how | & — Able to show how they set goals and 


5 
& Has set some goals but they aren't very they will reach them meeting them throughout the year 
challenging E Describes both short and longer term & Has extremely challenging goals and 
& Looks to others to set their goals goals expectations for themselves and others 
& Takes initiative to ask for opinions but E Uses resources appropriately to gain 
owns their goa! setting process expertise where they don't have it 


Took a narrow view of the problem Considered altemative solutions 
Made hasty decisions without really Used an intuitive process to define the Used a logical approach to accurately defined 
understanding the problem problem the problem and underlying causes 
May have solved the problem but did not Successfully solved the problem Successfully resolved the problem and 
address the real issue ensured it didn't happen again 
Notes: 
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6. Team (choose one question) 
Works well with a team 


Able to quickly and easily acclimate into the team 
* 


E las not able to descril yy po: 
& Tends to work more alone thaninteams | & — Likes being part of teams and was able 
E Took a long time to become part of the to easily give examples 

team & Jumped right in and found their place in 


the team 


Avoi 


Looked at mostly the positives of being 
on the team 

& Works in many different teams a was 

able to give multiple examples personally 

and professionally 

idershi 


uilt rapport and quickly became a leader 


H 
Was not successful. E The team was successful 
Did not see the team members again t č Team felt good about their interactions 
with the person 
Notes: 


7. Work Ethic (choose one question) 
Take pride in the quality and quantity of work that they do 
Strives to be the best 


* 


Weak Solid 


Just didn't go in to work — called in sick, 


elc. their supervisor or others to talk about 
& Has this happen frequently the situation and come to a successful. 
E Was not proactive about addressing it conclusion 
& Rarely has this occur 
E Proactively addressed the situation as 


Not able to describe this 
best 


Felt accountabie to resolve it. Contacted 


solution. Contacted the superar with 
options for how to address the situation 
Puts work as important as personal life. 
Plans in order to avoid this from 
happening 


Pe ee 


Fie What work ethic 
5 Not able to give examples i3 5 Able to give multiple examples 
&  Described work as “just a job" & Described the importance of doing their | & Described the importance of being 
E — Work not viewed as priority best in all situations accountable, reliable, and professional 
Notes: 
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8. Business Acumen (choose one question) 


Understands the business and the role they play in the business 


Pa 


Weak 


Felt like their job made no imp: 

Not able to see the bigger picture — | just 
come in and do my job 

Was not able to give examples 


Felt their job was important 
Able to see the bigger picture of how 
their job affected key business 
devers of customer satisfaction, etc. 
Abie to give examples of this 


Viewed any work they did as important 

Able to speak in business language (e.g. 
scorecard language) 

Able to give multiple examples 


ovi 
Understood what was missing in the. 


& Focused on the person and not the work Didn't blame the person 
& Blamed the individual E Saw itas ateam issue team process that impacted the result 
& Did not help to resolve the issue & Worked with the person to resolve the Took a leadership role to determine what 
issue - did not let it affect results they issue was 
Provided coaching to the individual and 
the team to resolve the issue 
Notes: 
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Availability Form 


Name 


Managers determine employee's schedules using an automated scheduling system known as StaffWorks. The 
system schedules employees primarily according to business needs and employee availability. Employees who 
have the most availability will likely be scheduled more hours. Those employees with limited availability may not 


receive their desired hours. 


Using the chart below, please specify the days and hours you can work. 


Earliest Start Time Latest End Time Maximum Shift Length* 
Write 0:00 if you are open | Write 0:00 if you are open 


Sunday 


Monday 


T Tuesday 


Wednesday al 


Thursday 


Friday f | 


Saturday 


Maximum hours available per week: 


Note: If accepted for employment with Best Buy, | certify that the hours of availability listed on this form 
are accurate. | understand these hours may be used for scheduling purposes. | further understand Best 
Buy does not guarantee that | will be scheduled for the hours listed on this form. The “Availability Form” 
is not intended to be a contract or an offer of a contract of employment. 


I also acknowledge that this availability will be valid for a minimum of 90 days. If | need to change my 
availability before 90 days | must get approval from my direct manager/supervisor and my general 


manager. 


Signature Date 
Supervisor/Manager Signature Date. 
Date 


General Manager Signature 


* |f you cannot work a regular 8 hour shift, please indicate the maximum hours you can work each day. 
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Reference Che 


Gather information from the two most recent past employers or last three years of work experience. 


Please print 
Applicant's Full Name Position 
Reference Check Conducted By Store/Loc.# 
Date 
Reference Check #1 
Employer. Location. Phone: 
Person Contacted Title. 
Actual Dates of Employment From i Fà To. i L 
Position Held How Long? Would you rehire? 


Comments: 


a aaaaaiŘaaasaaaaassssssssssssssstsuħÃħiħiIoaoaa 


Reference Check #2 


Employer. Location. Phone: 

Person Contacted Title. 

Actual Dates of Employment From Le To- 4 4: 

Position Held How Long? Would you rehire? 
Comments: 


Reference Check #3 


Employer. Location. Phone: 
Person Contacted Title. 


Actual Dates of Employment From fof To / / 
Position Held, How Long? Would you rehire? 


Comments: 
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Date of Interview: Interviewer(s): 


Recommendations for rating (please keep these things in mind): 

Take a few minutes to fill in any important details you may have missed in your notes 

Focus on behaviors, not attitudes or future plans 

Remember that some questions may help you evaluate more than one area 

Compare the candidate's responses to the behavioral examples. Remember this is not an alt inclusive list and candidates 


may phrase things in different ways. 
Give more weight to experiences that are relevant to the job, and to those examples that are more recent and consistent - 


these are indicators of future behaviors 


€ dune 


Evaluate the candidate: 
E After you have rated ali areas and technical/functiona! skills, transfer the ratings by area of focus, to the table below. 


Determine if the candidate meets the minimum requirements of the position. 


Area of Focus I Weak Solid Strong 


Technical Acumen/Attention to Detail 
personal Relations and Communication 
Customer Focused 


Communication 


Results Oriented 


Work Ethic 
Business Acumen 


Areas of weakness: 


Final Recommendation 

... Selected 

Not Selected 

— Not Selected, but potential candidate for other/future role 
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